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APPROVED  FUNDING  FOR  

TOURISM  PROGRAMS  TOPS 
13-MILLION 


Millions  of  dollars  are 
spent  each  year  by 
government  and  the 

private  sector  to 

promote  Alberta  as  a holiday  destination. 
And  millions  more  have  been  spent  to 
build  and  enhance  tourism  and 
recreation  facilities  across  Alberta,  but  it 
is  also  important  to  make  sure  we  invest 
in  the  people  side  of  tourism.  Much  of 
this  investment  revolves  around  putting 
in  place  education  and  training 
opportunities  to  help  tourism  employees 
enhance  their  skills  and  provide  the  kind 
of  hospitality  for  which  Alberta  is  known 
around  the  world. 

The  Canada/Alberta  Tourism 
Agreement  (C/ATA),  through  Program 
Four  - Training  and  Professional 
Development  - has  made  $3-million 
available  to  assist  with  the  design  and 
development  of  tourism  education  and 
training  initiatives. 

By  the  submission  deadline  of 
December  31,1 989,  more  than  1 00 
submissions  with  a value  of  over  $6- 
m ill  ion  had  been  forwarded  for  funding 
consideration. 

Council's  Proposal  Review 
Committee  chaired  by  Leo  Blindenbach  - 
General  Manager,  Edmonton  Country 


Club  - worked  closely  with  C/ATA 
officials  to  evaluate  each  proposal. 
Uppermost  in  the  minds  of  the  committee 
members  was  the  degree  to  which  each 
proposal  matched  industry's  identified 
priorities  for  education  and  training.  The 
end  result  of  this  intensive  review  process 
was  that  the  committee  was  able  to 
recommend  to  C/ATA  a series  of 
programs  for  funding.  These 
recommendations  were  subsequently 
approved  by  C/ATA. 

^ The  role  of  the 
Council  is  to  make  sure 
we  also  invest  in  the 
people  side  of  tourism 


Chairman  Blindenbach  noted: 

"I  believe  the  tremendous  dedication 
of  the  committee  members  was  the  key  to 
this  process.  Our  overriding  priority  was 
to  make  sure  that  the  programs  which  are 
developed  would  be  specifically  geared 
to  industry's  needs.  Because  of  their 
efforts,  my  feeling  is  that  Alberta  will 
definitely  get  the  most  impact  for  its 
training  development  dollar." 


This  funding  will  enable  the  Council 
to  effectively  respond  to  the  industry's 
recommendations  and  provide  for  an 
enhanced  framework  of  tourism 
education  and  training  for  Alberta's 
tourism/hospitality  industry. 

Details  of  the  recommended 
proposals  will  remain  confidential  until 
all  approved  proponents  have  received, 
signed  and  returned  their  contracts  to 
C/ATA.  H A 
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CHAIRMAN’S 

MESSAGE 


Brian  Evans  - Q.C.,  MLA  Banff-Cochrane 
Chairman 


I am  pleased  to  have  this 

opportunity  to  review  for  you 
the  activities  of  the  Council. 
At  the  outset  I would  like  to  say  I am 
honoured  to  be  invited  to  take  on  the 
position  of  Chairman  of  the  Alberta 
Tourism  Education  Council.  Tourism  will 
be  a high-growth  industry  during  the  90s 
and  I am  looking  forward  to  meeting  and 
working  with  many  of  you  over  the  next 
few  months. 

The  Council  has  made  tremendous 
strides  in  many  key  areas  of  tourism 
education  and  training.  Our  goal  is  to 
continue  to  advance  in  important  areas 
such  as  the  development  of  standards 
and  certification  for  tourism  occupations. 
This  June  we're  looking  forward  to 
launching  certification  for  the  occupation 
of  food  and  beverage  server.  Work  will 
also  continue  in  fundamental  areas  such 
as  tourism  curriculum  development, 


tourism  career  awareness,  liaison  with 
post-secondary  institutes  on  the  design 
and  development  of  tourism  programs 
and  building  up  our  stock  of  training 
materials  in  the  Hospitality  Resource 
Centre. 

When  I came  to  the  Council  in 
March,  one  of  the  things  that  immediately 
impressed  me  was  the  high  level  of 
involvement  and  support  being  provided 
by  all  Council  partners  - industry, 
government  and  the  education 
community.  I look  forward  to  building 
on  these  strengths  and  enhancing 
Alberta's  role  as  a leader  in  tourism 
education  and  training. 


When  I came  to  the 
Council  in  March , one  of 
the  things  that  immedi- 
ately impressed  me  was 
the  high  level  of  involve- 
ment and  support  being 
provided  by  all  Council 
partners  — industry, 
government  and  the 

99 

education  community. 

Last,  but  not  least,  as  the  'new  kid 
on  the  block'  I would  be  remiss  if  I did 
not  say  a special  thank  you  to  my 
predecessor,  Stockwell  Day,  for  his  efforts 
over  the  past  three  years  in  guiding  the 
Council  through  its  formative  stages. 

1 would  also  like  to  recognize  the 


work  of  retiring  Council  vice-chairman, 
Leslie  Muza  (Motel  Association  of  Alberta 
- MAA);  and  members  Bill  Fowler 
(Alberta  Hotel  Association  - AHA);  and 
Bev  Berenson  (Calaway  Park,  Calgary). 
Throughout  their  three-year  term  these 
members  unselfishly  devoted  countless 
hours  of  their  time  to  Council  activities. 
Their  special  insights  and  dedication  to 
our  work  played  a large  role  in  shaping 
our  programs  and  while  they  will  be 
missed  at  the  full  Council,  I'm  very 
pleased  to  report  that  they  have  agreed  to 
continue  committee  work  with  us. 

Leslie  will  be  replaced  by  Connie 
Hunter,  Calgary,  as  the  MAA 
representative.  Keith  Bryant  replaces  Bill 
as  the  representative  from  the  AHA. 

Alberta's  tourism/hospitality  industry 
has  a great  future.  I look  forward  to 
working  with  you  and  building  a strong 
framework  of  education  and  training  for 
our  industry. 


Brian  Evans  - Q.C., 
MLA  Banff-Cochrane 
Chairman  m 
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The  Alberta  Tourism 
Education  Council  is 
working  with  tourism  and 
hospitality  representatives,  educators  and 
government  to  define  industry  standards 
for  a wide  range  of  tourism  occupations. 

Together,  we  have  developed  a 
certification  process  for  service 
professionals.  People  can  now  earn 
official  recognition  for  the  knowledge, 
skills  and  attitudes  they  require  as  tourism 
and  hospitality  industry  professionals. 

On  June  1,  1990  when  the  Council 
unveils  this  comprehensive  certification 
program,  it  will  mark  another  milestone 
for  Alberta's  tourism/hospitality  industry. 
The  program  is  the  direct  result  of 
thousands  of  hours  of  industry  input  and 
vigorous  hard  work  on  the  development 
of  competency  based  standards  and 
examinations. 

Indeed  the  contributions  of  all  the 
partners  in  industry,  government  and 
education  have  combined  to  make  this 
certification  initiative  possible. 

The  Challenge 

For  the  first  time  in  Alberta,  tourism 
professionals,  students  in  hospitality 
programs  and  individuals  looking  for  a 
career  in  tourism  can  challenge  the 
certification  process  and  receive 
recognition  for  demonstrating  a high  level 
of  competence  and  professionalism. 

The  expectations  of  what  a 
candidate  must  "know,  do  and  be"  to 
become  certified  are  clearly  laid  out  in 
the  industry-developed  standards  for  each 
occupation.  The  certification  process 
starts  with  Alberta's  Food  and  Beverage 
Servers.  This  program  sets  industry 
standards  and  tests  an  individuals' 
knowledge  and  skills  in  human  relations, 
safe  food  handling,  selling  and  ordering, 


RECOGNIZING 

EXCELLENCE 

IN  THE 

TOURISM/ 

HOSPITALITY 

INDUSTRY 


food  and  beverage  service  and  more. 

It  is  estimated  that  a new  occupation 
will  be  opened  for  certification  every  two 
months  until  virtually  all  occupations  in 
tourism/hospitality  are  covered. 

Funding  support  for  the  development 
of  standards  and  certification  has  been 
made  available  through  Alberta  Tourism. 


“/  applaud  the  work  of  the  Tourism 
Education  Council  in  working 
towards  providing  certification  for 
individuals  working  in  over  100 
occupations  in  Alberta  s tourism / 
hospitality  industry.” 

Honourable  Don  Sparrow 
Minister  of  Tourism 

Certification  programs  which  will  be 
available  through  1990/91  include: 

• Bartender 

• Wine  Steward 

• Maitre  d' 

• Host/Hostess 

• Sales  Representative 

• Sales  and  Marketing  Managers 

• General  Maintenance  Porter 

• Guest  Service  Attendant 

• Guest  Service  Supervisor 

• Concierge 

• Night  Auditor 


Food  and  Beverage  Server 

Certification  Process 


STEP  THREE 
PERFORMANCE  REVIEW 
(PATH  A) 

- candidate  requests  Performance 
Review  from  supervisor 

- supervisor  completes  and  returns 


d Review  returned  t 
* advised  of  next  ste 


STEP  THREE 
(PATH  B) 

- no  supervisor  on  site 

• candidate  is  supervisor 

- candidate  venfies  extensive 
experience  m occupation 
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“ Certification  does  not  provide 
roadblocks,  it  is  a process  whereby 
individuals  have  the  opportunity  to 
learn  and  to  master  the  many 
intricate  skills  necessary  to  be 
deemed  competent  and 
professional”. 

Leslie  Muza 

President 

Motel  Association  of  Alberta 
Alberta  is  presently  working  with 
other  provinces  and  territories  as  well  as 
national  industry  associations  to  develop 
and  implement  national  standards.  The 
co-operative  spirit  of  this  venture  is  a 
certain  sign  that  members  of  Canada's 
tourism/hospitality  industry  agree  on  the 
need  for  enlightened  training  programs 
and  for  the  recognition  of  achievement 
through  certification.  The  federal 
departments  of  Industry,  Science  and 
Technology  and  Employment  and 
Immigration  Canada  have  been 
especially  helpful  in  bringing  these 
industry  groups  together  to  promote 
upgrading  and  trained  employee 
mobility. 

Educational  Institutions  and  private 
training  companies  in  Alberta  have 
seized  the  opportunity  to  design  training 
programs  based  upon  the  standards.  As 
well  they  are  working  with  our  industry 
to  provide  practical  and  easily  accessible 
training  programs.  With  the  assistance 
and  cooperation  of  our  educational 
partners,  we  expect  to  see  an  increase  in 
enrollment  in  tourism/hospitality 
programs. 

The  rest  of  Canada  and  indeed, 
many  countries  in  the  world  will  once 
again  have  their  eyes  on  Alberta.  They 
will  watch  to  see  our  industry  rise  to  this 
challenge  of  self  and  industry 
improvement.  Our  success  will  play  a 
big  role  in  how  other  jurisdictions  meet 
their  education  and  training  needs. 


“ Creating  standards  has  enabled 
educational  institutions,  such  as 
Lakeland  College,  to  implement 
training  programs  which  better  serve 
the  needs  of  our  communities.” 

Ms.  Ruth  Isley 
Community  Programmer 
Lakeland  College 

The  Opportunities 

Any  discussion  of  the  challenges 
Certification  presents  to  industry  must 
include  the  opportunities  which 
certification  provides. 

“ Working  in  the  hotel  industry  for 
over  five  years  and  planning  my 
career  in  this  industry,  I can  tell  you 
that  I have  not  seen  as  great  an 
initiative  and  excellent  program  like 
this  anywhere”. 

Andries  Flierjans 
Assistant  Front  Desk 
Manager,  Banff  Park  Lodge 

While  self-improvement  is  an 
obvious  opportunity  we  also  have  the 
chance  to  change  the  image  of  our 
industry  by  increasing  professionalism 
and  pride  in  being  a tourism  professional. 

Many  of  the  negative  stereotypes 
which  exist,  have  been  created  by  a 
minority  of  non-dedicated,  non- 
professional individuals.  By  being  the 
best  that  we  can  be,  we  can  put  these 
stereotypes  to  rest  once  and  for  all. 

A productive  work  force  results  in 
increased  repeat  business,  lowered 
training  costs  and  an  improved  bottom- 
line. 

“By  raising  standards  everyone  is 
going  to  benefit.  With  the  cost  of 
training  being  as  much  as  $1500  per 
person,  having  certified  staff  will 
save  money.  ” 

Gordon  Chow 
General  Manager 
Edmonton  Inn 


The  Rewards 

“ The  Council’s  goals  are  ambitious 
but  with  the  tremendous  support  and 
dedication  of  the  industry  I’m  sure 
the  goals  will  be  achieved  and  we  will 
enjoy  the  rewards  of  these  achieve- 
ments well  into  the  next  century.  ” 

Dr.  Glen  Ingalls 
Chairman,  Training  & 
Certification  Committee 

A trained  and  qualified  tourism  work 
force  will  impact  on  all  fronts  of  the 
industry  through: 

• enhanced  self  esteem  (essential  to  job 
fulfillment) 

• better  bottom-line  (as  a result  of  greater 
productivity,  increased  repeat  business, 
lower  training  costs  and  decreased 
turnover) 

• improved  working  conditions 
(necessary  in  recruiting  people  to  our 
industry) 

• increased  revenues  for  community 
improvement 

• a cutting  edge  in  the  burgeoning 
world-tourism  market. 

The  rewards  are  numerous  but 
perhaps  the  most  important  reward  will 
be  the  fact  that  Alberta's  tourism/hospital- 
ity industry  has  recognized  it's  challenges 
and  in  the  true  pioneer  spirit  of  the  west 
will  have  overcome  challenges  by  turning 
them  into  opportunities  for  advancement 
and  growth. 

Get  Involved 

If  you'd  like  more  information  on 
how  you  can  make  certification  work  for 
you,  please  call  the  Council  at  427-0353 
and  ask  for  the  "Certification  Team". 

We  will  be  happy  to  send  you  all  the 
information  you  need.  For  owners/ 
managers  you  can  determine  how  to  get 
your  staff  involved.  Individuals  can  learn 
how  to  register  and  begin  the  process 
leading  to  recognition  of  their 
professional  achievements.  Hi 
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ALBERTA  BEST’  PREVIEWED 

Give  your 


Canadian 
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Delegates  at  the  recent 
Alberta  Conference  on 
Tourism  were  treated  to  a 
sneak  preview  of  'Alberta  Best'  - a new 
province-wide  program  that  offers 
tourism  awareness  information  to  all 
Albertans  and  specialized  attitude  and 
awareness  training  to  people  working  in 
tourism. 

Alberta  Best  will  help  Albertans 
understand  the  importance  of  tourism 
and  the  role  each  of  us  plays  in  building 
a successful  industry  and  a healthy, 
growing  economy.  It's  a whole  new 
program  that  heightens  tourism 
awareness  and  provides  hospitality 
training  for  the  tourism  industry. 


In  partnership  with  industry  and 
Alberta  Tourism,  the  Alberta  Tourism 
Education  Council  helped  to  develop 
Alberta  Best.  Council  coordinated 
contact  with  the  industry  and  established 
an  industry  advisory  committee  to  ensure 
the  needs  of  industry  would  be  met. 
Alberta  Tourism  is  responsible  for  the 
overall  management  and  administration 


of  the  program. 

Reaction  to  the  program  within  the 
industry  has  been  "very  positive",  says 
Dale  Bennett,  Director  of  Membership 
Services  for  the  Calgary  Visitors  and 
Convention  Bureau  and  member  of  the 
industry  advisory  committee.  "In  fact,  the 
reaction  was  outstanding.  Everyone  we 
talked  to  was  enthusiastic  and  wanted  to 
get  involved." 

Bennett  says  the  program  should 
have  a bottom-line  impact  for 
participants  and  the  industry  in  general. 

"It's  tough  to  put  a dollar  value  on  it. 
But,  we  expect  members  of  the  industry 
will  see  ALBERTA  BEST  training  not  as  a 
cost  of  doing  business,  like  letterhead  or 
cutlery,  but  as  an  investment  in  their  own 
future". 

Beginning  in  the  autumn  of  1990, 
Alberta  Best  trainers  will  bring  hospitality 
seminars  to  people  employed  in  tourism 
through  a province-wide  network  of  host 
organizations.  Two  practical  interactive 
seminars  are  available;  a one  day  seminar 
for  staff;  and  a two  day  seminar  for 
supervisors  and  managers. 

If  you  are  interested  in  any  aspect  of 
the  Alberta  Best  program,  contact: 

Alberta  Tourism 
Industry  Services  Branch 
3rd  Floor,  101 55-1 02nd  Street 
Edmonton,  Alberta  T5J  4L6 
Telephone:  427-7612 
Fax:  427-0778  H 


ALBERTA  CONFERENCE 
ON  TOURISM 


The  1990  Alberta 

Conference  on  Tourism 
was  held  recently  at  the 
Coast  Terrace  Inn,  Edmonton,  April 
5th  to  8th.  The  conference  attracted 
400  delegates  from  every  segment  of 
Alberta's  tourism  industry:  Tourism 
Action  Committees,  operators,  zone 
associations,  educators,  students  and 
provincial  and  federal  government. 

The  theme  of  the  conference  - 
"Challenge  of  the  90's"  - was  reflected 
in  the  session  topics  which  focused  on 
the  important  challenges  the  industry 
must  face  to  stay  competitive  in  the 
global  market  place.  Sessions  dealing 
with  human  resource  challenges  in  the 
tourism/hospitality  industry  were 
"Your  People  Potential"  with  James 
Burke,  Rochester  Institute  of 


Technology;  and  "Profile  of  a 90's 
Volunteer"  with  Russ  Tynan,  Junior 
Achievement  of  Southern  Alberta. 
These  sessions  were  well  attended  and 
received  an  enthusiastic  response  from 
the  delegates. 

Other  sessions  focused  on 
marketing  successful  tourist  attractions 
and  co-operative  marketing  projects 
with  British  Columbia,  Montana  and 
the  Northwest  Territories. 

The  1991  Alberta  Conference  will 
be  held  March  1 0th  to  1 3th  at  the 
Lodge  at  Kananaskis,  Kananaskis 
Village. 

For  more  information,  contact: 
Nicky  Currie,  Project  Assistant 
Tourism  Industry  Association  of  Alberta 

Phone:  250-2760  H 


5 


CAREER  AWARENESS 
PROGRAM 


TIAALTA 


HRC  NEWS 


The  HRC  (Hospitality 

Resource  Centre)  continues 
to  grow!  We  are  pleased  to 
offer  a number  of  new  titles  for  your  use. 
Included  among  these  additions  are: 

Stew  Leonard's:  Creating  the 
Customer's  Dream 

Stress  You're  In  Control 

You'll  Soon  Get  the  Hang  of  It 

Selecting  For  Service 

Beyond  Close  To  The  Customer 

Effective  One-On-One  Training 

Call  us  today  to  find  out  how  easy  it 
is  to  become  a member  of  the  HRC  and 
join  the  growing  number  of  tourism 
operators  who  are  investing  in  their 
staff!  H 


YOU  SAID  IT! 

Many  people  are  asking  about  the 
cost  of  certification.  At  a recent 
meeting  of  the  Alberta  Restaurant  and 
Foodservices  Association,  Directors 
voted  to  support  the  $100  fee 
charged  by  ATEC  for  Food  and 
Beverage  Server  Certification. 

“ This  is  an  industry 
initiative  and  we  are 
recommending  to  our 
members  that  they  support 
this  certification  initiative 
in  every  way.  It  will  lead 
to  an  improved  image  for 
the  industry  and  increased 
professionalism.  ” 

Susan  Costello 
President 
A.R.F.A.  H 


A major  issue  facing 

operators  in  the  tourism/ 
hospitality  industry  is 
attracting  and  keeping  productive  and 
motivated  employees.  As  a labour 
intensive  industry,  tourism  faces  some 
unique  human  resource  challenges. 

One  of  the  Council's  ongoing 
objectives  is  to  work  with  industry  to 
assess  effective  and  innovative 
techniques  to  attract  new  employees  and 
to  retain  existing  staff. 

The  Council,  in  cooperation  with  the 
Tourism  Industry  Association  of  Alberta 
(TIAALTA)  has  initiated  the  development 
of  a Province-wide  tourism  career 
awareness  program. 

The  major  goal  of  this  program  is  to 
raise  the  awareness  of  students  at  the 
secondary  school  level  of  the  wide  range 
of  employment  opportunities  and  career 
development  potential  offered  by 
Alberta's  tourism/hospitality  industry. 

CONFERENCES 


Motel  iers  from  across 

Alberta  met  in  Calgary 

March  22-24,  1 990  at  the 

Annual  Conference  and  Trade  Show  of 
the  Motel  Association  of  Alberta  (MAA). 
The  conference  delegates  were  treated  to 
a wide  variety  of  sessions  dealing  with 
matters  of  particular  interest  to 
accommodations  operators.  The  MAA 
conference  also  featured  their  largest  and 
most  successful  trade  show  ever. 

The  70th  annual  Alberta  Hotel 
Association  Conference  will  be  held  May 
20-23,  1 990  at  the  Jasper  Park  Lodge  in 
Jasper.  H 


An  industry  advisory  committee  has 
been  established  to  provide  input  and 
guidance  to  the  program  development 
process,  proposed  method  of  delivery, 
field  testing  and  formal  implementation 
of  the  program.  The  committee  is 
chaired  by  Don  Gray,  Vice-President - 
Human  Resources,  TIAALTA. 

"TIAALTA  is  very  pleased  to  be 
joining  forces  with  the  Council  on  this 
exciting  initiative.  Tourism  must  compete 
more  effectively  with  other  sectors  to 
attract  enthusiastic  people  and  industry  is 
behind  the  program  all  the  way.  This 
program  provides  us  with  the  opportunity 
to  talk  directly  with  young  people  and  to 
help  them  learn  more  about  the  great 
future  they  can  build  for  themselves  in 
tourism." 

On  another  front,  Council  is  also 
working  with  Alberta  Tourism  and  Alberta 
Education  to  encourage  the  development 
of  tourism  course  curriculum  at  the 
secondary  school  level  and  to  provide 
awareness  information  at  the  elementary 
school  level.  This  future  initiative  holds 
great  promise  for  industry  and  is  a key 
building  block  in  efforts  to  raise  student 
awareness  of  careers  in  tourism. 

The  program  is  tentatively  scheduled 
for  formal  implementation  late  this  year. 
Watch  for  further  details  in  upcoming 
editions  of  the  "Newsletter".  — 


"The  Newsletter"  is  a quarterly  publication  of: 
Alberta  Tourism  Education  Council 
1 700  Standard  Life  Centre, 

1 0405  jasper  Avenue, 

Edmonton  Alberta  T5J  3N4 
Phone:  (403)  422-0781 
Fax:  (403)  422-3430. 

If  you'd  like  to  be  on  our  mailing  list  or  have  a 
submission  you  would  like  us  to  consider - 
please  call  or  drop  us  a line.  Also,  we  welcome 
your  letters. 
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